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Consumers'  auto  repair  rights  are  clearly  defined 
in  Attorney  General's  Motor  Vehicle  Regulations  (940 
CMR  5. 05,  Massachusetts  General  Laws,  Chapter  93 A, 
Section  2(c)).  The  auto  repair  regulations  apply  to  all 
auto  repair  shops,  auto  body  shops  and  retail  stores  which 
offer  automotive  services.  Gasoline  service  stations, 
which  engage  solely  in  minor  repair  services  such  as 
changing  or  repairing  tires,  lubrication,  replacing  fan 
belts  and  oil  filters,  installing  light  bulbs,  batteries, 
windshield  wiper  blades,  and    other  minor  accessories 
and  the  like,  are  exempt  from  Section  5.05  (2),  (3),  (4), 
(5),  and  (9).  Here  are  some  of  your  key  rights: 

RIGHT  NOT  TO  BE  MISLED 

-Section  5.05  (I),  (a),  (b),  (c). 

A  repair  shop  is  prohibited  from  making  any  statements 

which  it  knows  to  be  untrue  or  misleading  such  as: 

-  that  repairs  to  your  car  are  necessary  or  desirable 
when  this  is  not  the  case 

-  that  your  car  is  in  a  dangerous  condition  or  that 
its  continued  use  may  be  harmful  when  this  is 
untrue 

-  that  repairs  have  been  made  on  your  car  when  no 
work  has  been  done. 

REQUIREMENT  TO  KEEP  RECORDS 

-Section  5.05  (2),  (a),  (b),  (c),  (d),  (e). 

A  repair  shop  must  record  information  about  you  and 

your  car  prior  to  beginning  work.  Records  should 

include: 

-  your  name,  address  and  a  telephone  number 
where  you  may  be  reached 

-  the  car  make,  year,  registration  number,  odometer 
reading,  and  the  date  and  approximate  time  your 
vehicle  was  delivered  to  the  repair  shop 

-  the  specific  repairs  requested  or  a  brief  description 
of  the  problems  the  shop  is  instructed  to  correct. 

RIGHT  TO  PRICE  DISCLOSURE  UNLESS  WAIVED 

-Section  5.05  (3),  (a),  (b),  (c),  (d),  (e). 
Before  work  is  started,  the  repair  shop  must  obtain  your 
written  authorization,  listing  the  specific  repairs  to  be 
made.  The  signed  authorization  must  also  include  the 
total  price  itemized  in  terms  of  parts  and  labor  unless 
such  charges  are  posted  where  they  may  be  readily  seen. 

When  the  cost  of  repairs  is  unknown  because  the  auto 
repair  problem  is  undiagnosed,  the  shop  still  must  obtain 
your  authorization  in  advance.  When  the  work  required 
is  determined,  the  repair  s\\op  must  notify  you  (telephone 
notification  is  sufficient)  of  the  specific  repairs  that  are 
needed  and  the  total  price  to  be  charged.  The  shop  must 
receive  your  oral  approval. 

The  repair  shop  is  not  required  to  contact  you  if  you 
sign  a  waiver  prior  to  the  repair  work,  which  reads: 


WAIVER 

I  understand  that  I  have  the  right  to  know  before  autho- 
rizing any  repairs  what  the  repairs  to  my  car  will  be  and 
what  their  cost  will  be.  You  need  not  obtain  approval 
from  me  for  repairs  or  inform  me  prior  to  performing 
repairs  what  the  repairs  are  or  their  cost,  if  the  total 
amount  for  repair  does  not  exceed: 

$ .  

signature 


There  is  no  requirement  that  you  sign  this  waiver.  If  the 
service  manager  indicates  where  to  sign  with  an  "x", 
determine  whether  you  are  granting  authorization  for 
repairs  or  signing  the  waiver. 

The  waiver  may  be  included  as  part  of  a  repair  order 
provided  that  it  is  printed  in  clear  and  conspicuous  type. 
The  waiver  must  be  signed  separately.  You  are  not 
entitled  to  a  written  estimate  if  you  bring  your  car  to  the 
repair  shop  before  or  after  its  usual  business  hours,  or  if 
the  repair  services  are  rendered  off  premises  at  your 
request. 

Prior  to  obtaining  your  oral  or  written  authorization  to 
repair  your  car,  a  repair  shop  must  inform  you  of  storage 
charges  and  the  daily  or  hourly  rate,  unless  this  informa- 
tion is  posted  where  it  can  be  seen  easily. 

RIGHT  TO  OLD  PARTS  -Section  5.05  (4),  (b). 
At  the  completion  of  the  repairs  you  have  the  right  to  the 
return  of  any  parts  replaced  by  a  repair  shop.  If  the  repair 
shop  must  return  the  replaced  parts  to  the  manufacturer 
under  a  warranty  or  rebuilding  arrangement,  you  have  the 
right  to  inspect  them  before  they  are  returned. 

RIGHT  TO  KNOW  ABOUT  CHARGES  FOR  ESTIMATES  OR 
DIAGNOSIS  -Section  5.05  (4),(c). 
A  repair  shop  must  inform  you  of  any  charge  for  an 
estimate  or  diagnosis  prior  to  obtaining  your  oral  or 
written  authorization  to  repair  your  car,  unless  this 
information  is  posted  where  it  can  be  seen  easily. 

RIGHT  TO  RECORD  MAINTENANCE  -Section  5.05  (5),  (a), 
(b),  (c),  (d). 

A  repair  shop  which  receives  your  oral  authorization  to  pro- 
ceed at  an  increased  cost,  extend  the  period  for  completion 
of  the  job,  or  any  other  type  of  authorization,  must  main- 
tain records  showing: 
-a  statement  of  the  exact  authorization  received,  in- 
cluding the  date  and  time  of  authorization, 
-the  name  of  the  person  making  the  oral  authorization 
and  the  name  of  the  employee  receiving  it. 
-the  telephone  number  called  (if  the  repair  shop 
placed  the  call  for  oral  authorization). 

RIGHT  TO  SAME-DAY  REPAIRS  -Section  5.05  (6). 
A  repair  shop  must  complete  the  work  on  your  car 


the  same  day  you  deliver  it  to  them  unless  you  are 
notified  to  the  contrary,  and  you  consent  to  a  further 
delay.  If  the  repair  shop  can  show  that  the  delay  was 
caused  by  unanticipated  circumstances  beyond  its 
control,  same-day  repairs  are  not  required. 

RIGHT  TO  AN  AGREED  UPON  PRICE  WITHIN  $10  -Section 

5.05(7). 

If  it  becomes  apparent  that  your  car  needs  repairs  other 
than  those  which  you  have  authorized,  or  the  price  for 
performing  the  authorized  repairs  will  exceed  the  origi- 
nal estimate  by  more  than  $10,  a  repair  shop  must  notify 
you  of  such  information  and  obtain  your  approval  before 
continuing  the  work. 

RIGHT  TO  HAVE  SHODDY  REPAIR  WORK  CORRECTED 
AT  NO  CHARGE  -Section  5. 05(8). 
A  repair  shop  must  remedy  promptly,  at  no  charge  to 
you,  any  repairs  they  have  made  on  your  car  which  were 
not  performed  properly  in  accordance  with  trade  stan- 
dards. 

RIGHT  TO  AN  ITEMIZED  BILL  -Section  5.05  (9),  (a)-(h). 
Your  bill  should  include: 

-  the  year,  make  and  registration  number  of 
your  car 

-  odometer  reading  on  date  car  was  received 

-  itemized  list  of  repairs  completed 

-  list  of  parts  supplied  indicating: 

name,  number  and  price  of  each  part  used, 
reconditioned  or  rebuilt  parts  (if  any),  total 
amount  charged  for  parts 

-  number  of  hours  of  labor  (indicating  whether 
they  are  -  actual  hours  worked  or  flat-rate) 

-  total  amount  charged  for  labor 

-  total  amount  charged  for  parts  and  labor 
If  you  are  billed  a  flat  charge  according  to  a 
schedule  of  'charges  posted  in  a  clear  and  conspicu- 
ous manner,  yfiur  bill  is  not  required  to  contain  de- 
tailed itemization  of  parts  and  labor. 

RIGHT  NOT  TO  BE  CHARGED  FOR  REPAIRS  WHICH 

HAVE  NOT  BEEN  MADE-  Section  5.05  (10). 

A  repair  shop  may  not  charge  you  for  repairs  which  have 

not  been  performed. 

RIGHT  TO  HAVE  COPIES  OF  ANY  DOCUMENT  SIGNED  - 

Section  5.05  (11). 

You  are  entitled  to  receive  a  copy  of  any  documentation 
you  have  signed  either  at  the  time  you  sign  it  or  at  the 
completion  of  the  repair  work. 

RIGHT  TO  PREVENT  UNAUTHORIZED  USE  OF  YOUR  CAR 

-Section  5.05  (12) 

A  repair  shop  may  not  use  your  car  for  any  purpose  other 
than  for  a  test  drive  or  for  delivery  to  you  unless  they 
have  obtained  your  written  authorization  in  advance. 


